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(57) ABSTRACT 

Amethod and a system for providing automated information 
to a subscriber of a mobile telecommunications system in 
which a request for information is received on a mobile 
telecommunications system from a mobile communications 
device, such as a cellular telephone or a personal commu- 
nications device. A type of mobile communication device 
from which the request for information is received is deter- 
mined by accessing a mobile communications device profile 
based on an ESN and an MIN associated with the mobile 
communications device. The requested information is then 
sent to the mobile communications device. The requested 
information is context specific to the type of mobile com- 
munications device from which the request for information 
is received. 

28 Claims, 1 Drawing Sheet 
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CUSTOMIZED ON LINE USER GUIDE different wireless telephone type of model potentially 

accesses service features in a different way. Consequently, 

BACKGROUND OF THE INVENTION automation of help service functions becomes complicated 

1 n- 1 J r *u 1 *■ because different subscribers need different help explana- 

1. Field of the Invention , u j *i. • . • i • . n j- * * 

5 tions based on their terminal equipment. Providing context 

The present invention relates to the field of telecommu- sensitive help information in a computer system environ- 

nications. More particularly, the present invention relates to ^ent is well-known. For example, U.S. Pat. No. 5,535,323 

a method and a system for providing automated information to MiUer ct al. discloses a system for providing help to 

to users of a mobile communications system. computer system users. According to Miller et al., context 

2. Description of the Related Art lo sensitive help is tailored to the needs of individual users. 
Mobile, or wireless, telecommunications service provid- Nevertheless, Miller et al. does not disclose that help infor- 

ers offer a variety of services to subscribers, such as call mation can be provided based on the equipment used by the 
forwarding and voice-mail messaging. As the number of user requesting the help information. Further, Miller et al. is 
services grow, it is increasingly difiScult for subscribers to directed to a computer system environment, not a telecom- 
remember how to access all of the features of a particular 15 munications system environment. 

service from a mobile telephone because feature codes are What is needed is a way to provide automated help 

usually numeric values, such as *56 or ♦Tl, having no information to subscribers of a mobile telecommunicatioDS 

apparent association with a particular feature. Similariy, system that is context sensitive with respect to the mobile 

some features are infrequently accessed by a subscriber, terminal equipment being used by a subscriber, 

such as changing call forwarding when going on vacation, 20 

and are not readily remembered. SUMMARY OF THE INVENTION 

One approach to overcome this problem that has been ^h^ .^^^ invention provides a method and a system for 

tried by some mobile telecommumcations service providers providing automated help information to subscribers of a 

is to distribute printed handbooks to subscnbcrs. Hiis mobile telecommunications system that is context sensitive 

approach has met with hmited success because it is not ^ with respect to the mobile terminal equipment being used by 

realistic to expect subscribers to carry and refer to such a ^ subscriber. Thus, a subscriber can conveniendy obtain 

* answers for the following exemplary questions about ser- 

Some mobile telecommunications service providers have vices without calling a customer service representative: How 

tried to address the problem of providing help information do I store a telephone number in memory? How do I retrieve 

by providing a "611" number that connects a subscriber to a telephone number from memory. How do I read a text 

a customer service representative. Nevertheless, it is desir- message? How do I store a text message? What capabilities 

able to automate customer help service as much as possible does the cellular network have for Calling Number ID? 

so that subscribers are not required to wait for a customer advantages of the present invention are provided by 

service representative. ^ method and a system for providing automated information 

Providing automated help via telephone or other elec- to a subscriber of a mobile telecommunications system in 

tronic communications system is well-known. In such a which a request for information is received on a mobile 

systems a user enters an information request using either telecommunications system from a mobile communications 

DTMF tones or spoken words that are recognized using device, such as a ceUular telephone or a personal commu- 

well-known speech recognition techniques. For example, ^ nicarions device. A type of mobile communication device 

U.S. Pat. No. 5,297,183 to Bareis et al. discloses a cellular from which the request for information is received is deter- 

telecommunications system that uses spoken commands for mined by accessing a mobUe communications device profile 

dialing telephone calls. The Bareis et al. system includes a based on an ESN and an MIN associated with the mobHe 

speaker-dependent speech recognition system that performs communications device. The requested information is then 

customized functions based on the MIN of the subscriber. 45 sent to the mobile communications device. According to the 

Pre-recorded instructional messages are generated by the invention, the requested information is context specific to 

system for uistructing a subscriber on progress in using the the type of mobile communicaUons device from which the 

system, such as prompts like "Ready for command", and request for information is received. 
"Phone number please'*. While the Bareis et al. system 

provides automated help for customizing dialing fimctions BRIEF DESCRIPTION OF THE DRAWING 
in response to spoken commands, the Bareis et al. system 

does not respond to a request for information about a specific present invention is illustrated by way of example 

service function or feature limitation in the accompanying figures in which like 

Further, help information is typically most needed when '^'"^^^ 

a subscriber is roaming into another market area that pro- 55 ^ ^^^"^ ^ schematic block diagram of a mobHe 

vides different features and feature codes than offered in the telecommunications system providing an automated help 

subscriber's home market. For example, in the situation SQTvicG according to the present invention; and 

when a subscriber roams into a market area that provides a FIG. 2 shows a flow diagram for a process of providing 

Do Not Disturb (DND) service from a market area that does an automated help service for a mobile telecommunications 

not provide such a service, diahng 611 may not provide the so system according to the present invention, 
subscriber with the desired help information because a 611 

call will be routed to a customer service facility for the DETAILED DESCRIPTION 

visited market and may not provide the same interface The present invention provides a automated help service 

capabihty as the customer service faciUty of the subscriber's to subscribers of a mobile, or wireless, telecommunications 

home market. g5 system that is context sensitive with respect to the particular 

Another related problem associated with providing auto- type of mobile terminal device used by subscriber requesting 

mating help services for wireless subscribers is that each help information. According to the invention, a subscriber 
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requests help by pressing a predetermined key or sequence 
keys on the keypad, such as *help (*4357). The subscriber 
is then connected to an Intelligent Peripheral (IP) platform 
that is part of the mobile telecommunications system. The IP 
platform performs a database query, based on the ESN and 
the MIN associated with the subscriber for accessing a 
profile associated with the subscriber, for determining the 
type of terminal device being used by the subscriber. Based 
on the results of the query, the IP platform generates 
automated responses, customized for the particular terminal 
device being used by the subscriber, for providing requested 
help information. 

Hie present invention provides subscribers of a wireless 
telecommunications system with a capability of obtaining 
automated on-line help information about wireless service 
features without being required to speak to a oistomer 
service representative. The on-line help service of the 
present invention provides specific information about par- 
ticular wireless services that are available to a subscriber, 
such as details regarding an unconditional call forwarding 
service, and/or specific feature codes, such as *71. 
Preferably, the on-line help information can be accessed via 
the mobile terminal device and via the Intemet. 

FIG. 1 shows a schematic block diagram of a mobile 
telecommunications system 10 providing an automated help 
service according to the present invention. Mobile telecom- 
munications system 10 includes a Mobile Telephone Switch- 
ing 0£Ece (MTSO) 11 connected to a plurality of base 
stations (BS) 12 in a well-known manner. System 10 
includes a plurality of MTSOs, even though only one MTSO 
is shown. Mobile stations (MS) 13, or mobUe terminal 
devices, communicate with a nearby base station in a 
well-known manner using wireless communication links 14. 
Each mobile terminal device, such as a cellular telephone or 
a personal communications device, is uniquely identified by 
two numbers: an electronic serial number (ESN) encoded in 
the phone by its manufacturer, and a mobile identification 
number (MIN), which is the mobile telephone number 
programmed within the mobile telecommunications system. 
As used herein, a wireless or mobile communications sys- 
tem means a cellular, a satellite or a personal communica- 
tions network environment. 

An Intelligent Peripheral (IP) platform 15 is connected to 
MTSO 11 is a well-known manner. IP platform 15 includes 
a control unit 16 coupled to a database 17 that stores mobile 
communications device profile information for each sub- 
scriber of system 10. In operation, control unit 16 receives 
a request for help information from a mobile communica- 
tions device 13 over system 10. Control unit 16 determines 
a type of mobile commimication device firom which the 
request for help information is received based on accessing 
a profile for the mobile communications device stored in 
database 17. IP platform 15 then sends requested help 
information to the requesting mobile communications 
device. The help information sent by IP platform 15 is made 
context specific based on the type of mobile communica- 
tions device from which the request was received. 

FIG. 2 shows a flow diagram 20 for a process for 
providing an automated help service to a mobile telecom- 
munications system subscriber according to the present 
invention. A wireless subscriber dials a special access 
number, such as, a three digit number, an "800" number, or 
"*HELP", etc., for accessing the automated on-line help 
information service of the present invention from a mobile 
terminal 13. The help information request call is routed to 
Intelligent Peripheral (IP) platform 15, which receives the 
call at step 21. At step 22, control unit 16 makes a query to 
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database 17 for obtaining a user profile based on the ESN 
and the MIN received with the help request call. 

At step 23, control unit 16 generates a menu providing the 
requesting subscriber with the ability to request information 
5 about features of a specific service or a specific feature code . 
According to the present invention, the menu is context 
specific for the equipment being used by the requesting 
subscriber. Information requests are made by the subscriber 
at step 24 by either entry of DTMF digits from the keypad 
of the mobile terminal device and/or by speaking voice 
commands. The voice commands are recognized using well- 
known speech recognition techniques. In response to a 
request, the IP platform plays a recording providing the 
wireless subscriber with the requested information that is 
context specific based on the subscriber's equipment at step 
25, 

The information provided by the IP platform is specifi- 
cally directed to the type of mobile terminal device 13 used 
by a requesting subscriber. That is, an information message 
such as "The feature provides the capability to ; however, 

20 feature is not available for your specific handset model, but 
is available on the AT&T Digital PCS handsets" may be 
generated by IP platform 15, where is the particular network 
service for which help information is requested. The help 
information message can also refer to an Internet web page 

25 as another convenient way to access help information 
regarding wireless services available from mobile telecom- 
munications system 10. Additionally, IP platform can pro- 
vide help information that is specific to the type of wireless 
terminal equipment being used by the subscriber, such as 

3Q help information about how to store and retrieve telephone 
numbers in the memory of the handset, and how to read, 
store and retrieve text messages. 

At step 26, the subscriber is allowed to request more 
information about other wireless features and/or feature 

35 codes. Preferably, access to the on-line help information is 
also available to wireless terminal users who do not sub- 
scribe to the mobile services offered by system 10 so that 
they can experience the convenience of the on-line help 
information of the present invention and/or compare the 

40 services and features offered by system with the services and 
features that are available through their mobile telecommu- 
nications service provider. Alternatively, access to the 
on-line help information via a mobile handset can be 
restricted to existing subscribers to the wireless network 

45 depending on the dialing pattern that is required for access- 
ing the on-line help information. 

Any existing or potential wireless subscribers are able to 
access the on-line help information web page over the 
Internet 19 (FIG. 1). The web page accessible over the 

50 Internet can part of the services provided by IP platform IS 
or can be remotely located from IP platform 14. Preferably, 
the Intemet web page provides the ability to request infor- 
mation about a particular wireless service, a specific feature 
code for a particular wireless service, all services and 

55 features supported by the wireless network, and/or all fea- 
ture codes supported by the wireless network within the 
context of a mobile communication device that is selected 
upon accessing the web page. 

While the present invention has been described in con- 

60 nection with the illustrated embodiments, it will be appre- 
ciated and understood that modifications may be made 
without departing from the true spirit and scope of the 
invention. 

What is claimed is: 

65 1. A method for providing automated information to a 
subscriber of a mobile telecommunications system, the 
method comprising: 
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receiviog a request for at least one of operating options 
and operating instructions for the mobile communica- 
tion device on a mobile telecommunications system 
from the mobile communications device; 

determining a type of mobile communication device from 5 
which the request for information is received; and 

sending at least one of operating options and operating 
instructions for the mobile communication device to 
the mobile communications device, the at least one of 
operating options and operating instructions being con- jq 
text specific to the type of mobile communications 
device from which the request is received. 

2. The method according to claim 1, wherein step of 
determining further comprises the step of accessing a mobile 
communications device profile. 

3. The method according to claim 2, wherein the step of 
receiving the request for information includes the step of 
receiving an EsN and an MIN associated with the mobile 
communications device, and 

wherein the step of accessing a mobile communications 
device profile is based on the ESN and the MIN ^ 
associated with the mobile communications device. 

4. The method according to claim 3, wherein the mobile 
communications device is a ceDular telephone. 

5. The method according to claim 3, wherein the mobile 
communications device is a personal communications 25 
device. 

6. The method according to claim 3, wherein the step of 
receiving the request for information includes the step of 
receiving a DTMF tone corresponding to an information 
request command. 30 

7. The method according to claim 3, wherein the step of 
receiving the request for information includes the step of 
receiving a voice command corresponding to an information 
request command. 

8. The method according to claim 3, wherein the step of 35 
sending the requested information to the mobile communi- 
cations device includes the step of generating an audible 
message containing the requested information. 

9. The method according to claim 8, wherein the audible 
message includes information relating to an alternate way ^ 
for accessing the requested information. 

10. A system for providing automated information to a 
subscriber of a mobile telecommunications system, the 
system comprising: 

a database that stores information for a mobile commu- 45 
nications device; and 

a control unit, coupled to the database, receiving a request 
for at least one of operating options and operating 
instructions for the mobile communication device over 
a mobile telecommunications system from the mobile 50 
communications device, the control unit determining 
type information for the mobile commimication device 
from which the request is received based on accessing 
a profile for the mobile communications device stored 
in the database, and sending at least one of operating 55 
options and operating instructions to the mobile com- 
munications device over the mobile telecommunica- 
tions system, the at least one of operating options and 
operating instructions being context specific to the type 
of mobile commimications device from which the eo 
request is received. 

11. The system according to claim 10, wherein the request 
for information includes an ESN and an MIN associated 
with the mobile communications device, and 

wherein the mobile communications device profile based 65 
on the ESN and the MIN associated with the mobile 
communications device. 
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12. The system according to claim 11, wherein the mobile 
communications device is a cellular telephone. 

13. The system according to claim U, wherein the mobile 
communications device is a personal communications 
device. 

14. The system according to claim 11, wherein the request 
for information includes a DTMF tone corresponding to an 
information request command. 

15. The system according to claim 11, wherein the request 
for information includes a voice command corresponding to 
an information request command. 

16. The system according to claim 11, wherein when the 
control unit sends the requested information, the control unit 
generates an audible message containing the requested infor- 
mation. 

17. The method according to claim 16, wherein the 
audible message includes information relating to an alternate 
way for accessing the requested information, 

18. The method of claim 1 wherein the requested infor- 
mation is help information. 

19. The system of claim 10 wherein the requested infor- 
mation is help information. 

20. A method for providing automated information to a 
subscriber of a mobile telecommunications system, the 
method comprising: 

receiving at a mobile telecommunications system, an ID 
signal and a request for at least one of operating options 
and operating instructions from a mobile communica- 
tion device; 

determining type information for the mobile communica- 
tion device based on the ID signal; 

accessing at least one of operating options and operating 
instructions that is context specific to the mobile com- 
munication device from a database, tising the type 
information and the request; and 

sending the at least one of operating options and operating 
instructions to the mobile commimications device. 

21. The method of claim 20 further comprising: 
generating a menu in response to the accessing of infor- 
mation and providing information about plural features 
of the mobile communications device. 

22. The method of claim 20 wherein the requested infor- 
mation is help information. 

23. A system for providing automated information to a 
subscriber of a mobile telecommunication system, the sys- 
tem comprising: 

a database that stores information for a mobile commu- 
nications device; and 

a control unit, coupled to the database, receiving at a 
mobile telecommunications system, an ID signal and a 
request for at least one of operating options and oper- 
ating instructions from the mobile communications 
device, the control imit determining type information 
for the mobile communication device based on the ID 
signal, the control unit accessing at least one of oper- 
ating options and operating instructions that is context 
specific to the mobile communications device from the 
database, using the type information and the request, 
and the control unit sending the at least one of operating 
options and operating instructions to the mobile com- 
munications device over the mobile telecommunica- 
tions system. 

24. The system of claim 23 wherein the control unit 
generates a menu in response to the accessing of information 
and providing information about plural features of the 
mobile communications device. 



03/15/2004, EAST Version: 1.4.1 



us 6,41 

7 

25. The system of claim 23 wherein the requested infor- 
mation is help information. 

26. A method for providing automated information to a 
subscriber of a mobile telecommunications system, the 
method comprising; 

receiving a request for help information on a mobile 
telecommunications system from a mobile communi- 
cations device; 

determining a type of mobile communication device from 
which the request for information is received; and 

sending the requested help information to the mobile 
communications device, the requested information 
being context specific to the type of mobile communi- 
cations device from which the request for information 
is received. 

27. A method for providing automated information to a 
subscriber of a mobile telecommunications system, the 
method comprising: 

receiving a request for help information on a mobile 
telecommunications system from a mobile communi- 
cations device; 

determining a type of mobile communication device from 
which the request for information is received; and 

sending a menu for selecting the requested help informa- 
tion to the mobile communications device, the menu 
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being context specific to the type of mobile communi- 
cations device from which the request for information 
is received. 

28. A method for providing automated information to a 
^ subscriber of a mobile telecommunications system, the 
method comprising: 

receiving a request for help information on a mobile 
telecommunications system from a mobile communi- 
10 cations device; 

determining a type of mobile communication device from 

which the request for information is received; 
sending a menu of help options to the mobile communi- 
15 cations device; 

receiving a menu selection on the mobile telecommuni- 
cations system from the mobile communications 
device; and 

20 sending specific help information to the mobile commu- 
nications device, the specific help information being 
context specific to the type of mobile communications 
device from which the request for help information is 
received. 

25 
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